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e Support / e Service - The New Frontier

•E-Business Vision

•Current Program with TACOM/DLA

•Commercial Dealer Storefronts

•Future Direction



Vision for E-commerce

o Partner to provide information and services to
customers via the Internet

o Deliver services via dealer “storefronts”
o Utilize EDI to enable electronic fulfillment when

Required
o Customer self service
o Personalized to individual customers’ market

segments and wants and needs



Corporate to Corporate
Parts Support Contract

TACOM, DLA
&

Caterpillar Inc.



Corporate to Corporate

• History
– Reduce Government Cost by Reducing Inventories

• Government Desire to Integrate Best Commercial
Practices

• Signed April 15, 1999 with TACOM

• 5 year Contract Provides Parts Support for ALL the
Military’s Caterpillar Equipment and Engines

• 2 additional 5 year options



Corporate to Corporate

• Key Elements

–  Order Through Electronic Data

Interchange, EDI

– Bar Coding

– Delivery To Ordering Unit (Free)

– Parts Returns

– Warranty

– Seamless Process To End User



Corporate to Corporate

• EDI Order Process
– Seamless Process To End User

Military Unit
Order Point

TACOM/DLA Caterpillar Inc. DFAS

CAT Dealer

CAT Mailbox
System

Milstrip Order

EDI Purchase Order
Invoice & Payment

Parts Delivery



Corporate to Corporate

– Greg Poole .. Ft Bragg,, NC

– Syracuse Supply .. Ft Drum

– NC Mach .. Ft Lewis, WA, AK

– Fabick Tr.. Ft Wood

– Pacific Mach …Schofield B. HI

– Johnson Mach … Ft  Irwin

– Hawthorne … Pendleton 
 San Diego Naval Base

– TMCC…TN & N.Mis

– D&FP … OCONUS

– Whayne Supply .. Ft Campbell, KY

– Louisiana Mach .. Ft Polk, LA

– Martin Tractor .. Ft Riley

– Carlton Tractor .. Ft Stewart, GA

– Darr Equip .. Ft Hood, OK., TX
– Wagner .. Ft Carson, CO
– Fabco … Ft  McCoy, WI

– Carter … Ft Eustis                     
Norfolk Naval Base

– Puckett … Gulfport Naval Base,
S.MI



So
uth

wo
rth 

Milton

Syracuse
HO Penn

Foley

Be
ck

wi
th Clev

ela
nd

G & R

Alban

Michigan

Stowers

MacA
lliste

r Holt of
 Ohio

Carter
Walker

Ohio

Whayne

Blanchard

Carolina

Greg
Poole

Fabick

Fabco

Patten

Altorfer

Thompson
   Mchry

Thompson
   Tractor

Yancey

EA Martin

Carlton

Ring
Power

Ringhaver

Kelly

Sh
ep

he
rd

JA Riggs

Puckett
Louisiana

Mustang

Darr

West
Texas

Holt of
Texas

DeanMartin Tr

Foley Tr

Ziegler

Butler

Nebraska

Tractor & Equipment

Wyoming

Wagner

NC Machinery

Halton

Pape' Western
 States

Long

Peterson

Holt
Bros

Cashman

Rust

Wheeler

Empire

Quinn

Johnson

Hawthorne

Pacific

NC Machinery

Toromont

Hewitt

Atlantic

Atlantic

11-01-00

Corp to Corp Dealers
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Corporate to Corporate

•Delivery Requirements Peace Time (CONUS)
• 2 Days For High Priority
• 5 Days Routine

•Delivery Requirements War Time (CONUS)
• 2 Days High Priority
• 4 Days Routine
• 6 Days Low Priority

•Caterpillar Dealer Network
•192 Dealers Located In Over 200 Countries
•1,141 Branch Stores
•$1 Billion Parts Inventory



Corporate to Corporate

• Summary
– Worldwide Product Support

– Faster Order Fill Times

• Reduced Downtime

• Improved Readiness

– Genuine Caterpillar Parts

• Right Part

• Right Place

• Right Time

– Reduce Government Cost



E-commerce 2000
Dealer Storefront & PartStore



Dealer Storefront

n The Storefront resides on CAT.com.
n To prepare for a Storefront, a dealer 

completes a readiness process.
n Dealer manages Storefront content.
n Three levels of customer access:           

   Ê  general
    Ë  member
    Ì  targeted



This is the way the
 Storefront appears to
a general user.

çThere’s only one tab
 available - “Our Dealership.”



Registration
n Three levels of customer access:           

   Ê  general
    Ë  member
    Ì  targeted
n A visitor/customer can customize the Storefront
          Ê  industry segments

Ë weather preferences
Ì  stock choices



çA member or targeted user can log in from here.

çHere are the benefits a member will have.



ç  Here Mining was
selected and then
‘Articles’ and Industry
Link’ are the dropdown
choices.



ç  This information is industry
specific.



Dealer PartStore

n The PartStore is an option on Dealer Storefront.
n The dealer controls which customers get access

to the dealer’s PartStore.
n After the dealer gives access, the PartStore tab

will appear when the customer goes to the
Storefront.

n PartsStore access is targeted access.



If the user has been authorized for
PartStore, this is the entry page that
appears after the PartStore
tab is selected.

Note the three options.ç 
ë 

í 

ç  Note that the
PartStore tab is
highlighted.



ç The customer can
review availability 
and price.



The part number
and quantity are
entered here.

When finished entering parts, the
order is added to the Shopping
Cart by clicking here. ê 

ç 



çShipping information is
entered here.

íHere the customer indicates
where the parts will be used.

ëClick here to place order.



The customer receives a
confirmation notice after
the order is placed.

ëTo review the
order summary,
click here.



çDon’t know what parts are
needed?  Let’s select Find Parts.



çHere the machine and serial
number can be selected.



The image will
display.

ç Scroll bar can
be used for
larger images.

To scroll horizontally,
use this scroll bar. ê 



ç  To select the
default quantity,
click the small
box.

ë  Or fill in the
desired quantity,
by typing the
number.



View can be enlarged
to full screen width.

After selecting parts from SIS
the customer has the same
screens reviewed earlier:
pricing & availability,
shipping, ordering, etc.



o Caterpillar, dealer and industry information
in one location

o 24/7/365 access
o Personalized content that meets their

business needs and interests
o Reduction in customer’s time and

operational costs
o Self service
o Reliable interface with dealer

Storefront/PartStore Value -
Customers



Future Direction

•          EDI : Will continue to support EDI fulfillment 
(Corporate to Corporate)

•          PartStore: Internet Customer Interface for Order 
Creation and Management

•          PartStore B2B: Customer Interface for end to end 
business process integration



Future Development

Defense
Storefrontcat.com

Dealer Storefront

PartStore
Rental
Store etc…

eHub

Companies

Exchanges

External
Portals

Common Services & Infrastructure:
Catalog, Configurator, Security /

Authentication, etc.

B2C
Internet

B2B
Internet
and/or

Intranets

Customers
and

Procurement
Personnel

eLink
Gateway

Dealer
Intranet

Portions sourced from Accenture  proprietary materials.

Dealer
Business
System

Soldier



200,000 Parts Orders / Day

8,000 Orders / Hour

2.5 Orders / Second

4.8 Million Part Numbers Serviced

Caterpillar Parts Logistics



TAKE ADVANTAGE OF YOUR SUPPLIERS!


